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City  Services  Performance  Measure  Report  

Appendix  F,  Section  101  of  the  City  and  County  of  San  Francisco  Charter  requires  that  the  City  Services 
Auditor  (CSA)  monitor  the  level  and  effectiveness  of  services  provided  by  the  City  and  County  of  San 
Francisco.  These  efforts  are  used  to  ensure  the  financial  integrity  and  innprove  the  overall  perfornnance 
and  efficiency  of  city  government.  The  Office  of  the  Controller's  Citywide  Performance  Measurement 
Team  collects  performance  data  from  City  departments  in  order  to  increase  transparency,  create 
dialogue,  and  build  the  public's  confidence  regarding  the  City's  management  of  public  business. 

Performance  Measurement  Highlights  

The  Citywide  performance  Measurement  Program  tracks,  analyzes,  and  reports  on  performance 
information  from  the  City's  48  departments.  From  the  48  departments  data  is  collected  for  over  1,000 
performance  measures  that  report  on  a  variety  of  the  programs,  goals,  efficiencies,  and  outcomes  from 
each  department.  Below  is  a  selection  of  key  performance  measures  and  measures  that  saw  significant 
changes  over  Fiscal  Year  2013.  The  complete  list  of  performance  measures  collected  can  be  found  In 
Appendix  B. 

Health  and  Human  Services 

San  Francisco  General  Hospital 


FY2009        FY2010       FY2011       FY2012  FY2013 


The  average  daily  population  at  San  Francisco  General  Hospital  continued  to  decline  in  FY2013  ending 
the  year  with  an  average  daily  population  of  360  patients.  The  average  daily  population  peaked  March 
2008  and  has  been  slowly  declining  since.  Many  factors  contribute  to  the  declining  patient  population 
including  average  length  of  stay,  San  Francisco's  improving  economy,  changing  patient  demographics, 
and  others.  A  declining  length  of  stay  is  often  the  result  of  improved  patient  care  and  can  lead  to  cost 
savings  for  the  hospital. 
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Non-Assistance  Food  Stamps,  CalWorks,  and  the  County  Adult  Assistance  Program  are  three  major 
public  assistance  programs  managed  by  San  Francisco's  Human  Services  Agency  (HSA).  During  FY2013, 
caseloads  in  all  three  declined.  Potential  reasons  for  the  declining  caseloads  include  movement  out  of 
the  city  due  to  the  housing  factors,  efforts  to  assist  individuals  in  obtaining  employment,  and 
stabilization  after  the  economic  dovy/nturn. 


Other  Health  and  Human  Services  Highlights 

•  The  number  of  primary  care  visits  provided  to  supportive  housing  clients  at  Housing  &  Urban  Health 
Clinics  increased  to  10,871  in  FY2013  exceeding  the  target  of  9,300.  (Department  of  Public  Health) 

•  The  number  of  bed  slots  in  housing  programs  increased  to  2,629  in  FY2013  from  2,403  in  FY2012. 
The  number  of  bed  slots  increased  with  the  opening  of  three  new  sites.  (Department  of  Public 
Health) 

•  The  number  of  four-year  olds  enrolled  in  the  Preschool  for  All  (PFA)  program  increased  for  the  third 
consecutive  year  to  3,225,  but  failed  to  meet  the  target  of  3,300.  (Children  and  Families 
Commission) 


Infrastructure  and  Transportation 


0%  -I  1 — ■  1  1  1  1 

FY2009  FY2010  FY2011  FY2012  FY2013 

•  Street  cleaning  requests  responded  to  within  48  hours 
■  Graffiti  requests  on  public  property  responded  to  within  48  hours 
Pothole  requests  repaired  within  72  hours 

The  Department  of  Public  Works  sets  service  level  goals  for  responding  to  cleaning  and  repair  requests. 
Three  of  the  key  service  areas  with  goals  are  street  cleaning,  graffiti,  and  pothole  repairs.  The 
percentage  of  graffiti  and  pothole  service  requests  completed  within  service  levels,  48  and  72  hours 
respectively,  increased  in  FY2013.  The  percentage  of  Street  cleaning  requests  responded  to  within  48 
hours  declined  in  FY  2013  to  88.6  percent. 
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Public  Works  Street  Repaving 


In  F2013  the  Departnnent  of  Public  Works  (DPW)  repaved  521  city  blocks  (above),  in  addition  to  333  city 
blocks  preserved,  for  a  total  of  854  blocks  treated.  Streets  are  preserved  through  treatments  that 
prolong  the  life  of  streets  not  damaged  enough  to  require  street  repaving.  The  streets  were  treated 
through  a  combination  of  funds  from  the  2011  Road  Repaving  and  Street  Safety  Bond  and  annual 
general  funds. 

Other  Infrastructure  and  Transportation  Highlights 

•  Muni  on-time  performance  remained  consistent  over  FY2013  with  buses  achieving  on-time 
performance  approximately  59  percent  of  the  time. 

•  The  San  Francisco  Public  Utility's  FY2013  cost  per  gallon  of  water  was  $0.0076  and  cost  per  gallon  of 
wastewater  was  $0.0104. 

•  The  San  Francisco  Airport's  percent  change  in  domestic  and  international  air  passenger  volumes  for 
FY2013  increased  by  4.2  and  3.2  percent  respectively. 

•  The  airline  cost  per  enplaned  passenger  increased  to  $15.10  in  FY2013  from  $14.41  in  FY2012. 

•  Percentage  of  curbside  refuse  diverted  from  landfill  was  59.2%  in  FY2013.  (SF  Department  of  the 
Environment) 

•  The  SF  Port  revenue  per  square  foot  of  rentable  space  was  $4.46  in  FY2013. 
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Public  Safety 


Reported  Crime  Rates 
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Property  and  violent  crime  rates  trended  upward  during  FY2013.  The  total  number  of  serious  property 
crimes  reported  in  October  2012  was  the  highest  rate  reported  since  prior  to  January  2008  at  a  rate  of 
490  per  100,000  population.  Similarly,  the  total  number  of  serious  violent  crimes  reported  in  June  2013 
was  the  highest  rate  reported  since  prior  to  January  2008  at  a  rate  of  84.9  per  100,000  population. 


The  County's  probation  caseload  has  declined  by  over  20  percent  since  2010.  According  to  the  Adult 
Probation  Department  the  downward  trend  in  the  probation  caseload  relates  to  the  Department's  shift 
to  a  model  of  research-based  probation  supervision. 

Other  Public  Safety  Highlights 

•  San  Francisco  City  Survey  2013:  Consistent  with  perceptions  reported  in  2011,  more  than  four  in 
five  residents  report  feeling  safe  walking  alone  in  their  neighborhood  during  the  day.  In  contrast, 
only  two  in  five  residents  feel  safe  walking  alone  in  their  neighborhood  at  night,  a  seven  percent 
decline  since  2011. 

•  The  average  daily  jail  population  remained  relatively  flat  with  a  population  average  of  1,535  in 
FY2012  and  1,522  in  FY2013. 

•  The  cost  per  jail  day  in  FY2013  was  $135,  equivalent  to  the  cost  in  FY2012. 
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•  The  San  Francisco  Fire  Department  responded  to  73,213  Code  3  (emergency)  incidents,  a  9  percent 
decrease  since  FY2012.  All  Critical  Response  Interval  times  (response  times)  were  faster  than  their 
target  times  for  FY2013. 

•  In  FY2013  firearm  seizures  v^/ere  up  34  percent  from  FY2012,  and  above  the  FY2013  Target  by  29 
percent. 

•  The  cost  per  youth  day  at  Juvenile  Hall  was  $383  in  FY2013. 


Recreation.  Arts,  and  Culture 

Branch  Library  Visits  and  Weekly  Hours  of  Operation 

Fiscal  Year  2010-2013 
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Over  a  four-year  span,  the  annual  number  of  persons  entering  branch  libraries  increased  by  roughly 
14%,  from  a  little  over  4.6  million  visitors/year  to  a  bit  over  5.3  million  visits/year.  Note,  service  hours 
were  low  in  Fiscal  Year  2010  and  2011  due  to  the  closure  of  several  branch  libraries  for  renovations  and 
other  improvements.  In  Fiscal  Year  2014  service  hours  will  continue  to  increase  with  the  expectation 
that  visits  will  also  increase. 
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Under  the  City's  Parl<  Maintenance  and  Evaluation  Program,  the  citywide  average  for  park  scores 
increased  from  90.0  percent  to  91.1  percent  in  FY  2012-13.  This  increase  takes  into  account  the 
historical  re-weighting  of  scores  according  to  a  new  weighting  methodology  which  gives  equal  weight  to 
Controller's  Office  and  Recreation  and  Parks  Evaluations. 
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Other  Recreation,  Arts,  and  Culture  Highlights 

•  The  average  nunnber  of  visitors  to  fine  art  nnuseums  (Asian  Art  Museum,  Legion  of  Honor,  and  de 
Young)  was  over  157,000  in  FY2013  with  a  city  cost  per  visitor  of  $7.50. 

•  The  Asian  Art  Museunri  FY2013  annual  attendance  was  the  third  best  since  the  nnuseunn  moved  to 
Civic  Center  in  2003.  Record  attendance  was  achieved  by  the  China's  Terracotta  Warriors  exhibition. 

•  The  expenditures  per  number  of  library  visits,  main  and  branch  libraries,  was  $12.82  in  FY2013. 

•  The  operating  cost  per  acre  maintained  by  the  San  Francisco  Recreation  and  Parks  Department  was 
$16,265  in  FY2013. 

General  Government 

•  The  Department  of  Building  Inspections  in  FY2013  averaged  11  inspections  per  inspector  per  day  for 
building  and  plumbing  inspections.  Electrical  inspectors  averaged  13  inspections  per  day. 

•  The  SF  Planning  Department  completed  80  percent  of  general  plan  referrals  within  45  days  in 
FY2013. 

•  The  average  daily  number  of  311  contacts,  across  all  contact  channels  was  5,543  in  FY2013. 

•  The  number  of  small  business  and  micro-enterprise  startups  assisted  through  Community 
Development  Block  Grant  funding  increased  by  over  36  percent  from  415  in  FY2012  to  565  in 
FY2013.  (Mayor's  Office  of  Housing  and  Community  Development) 

•  The  number  of  rent-controlled  housing  units  declined  for  the  third  consecutive  year  to  171,305  in 
FY2013  from  172,322  in  FY2011.  (Rent  Board) 

•  The  number  of  registered  voters  in  San  Francisco  increased  to  502,841  in  FY2013,  higher  than  both 
the  targeted  and  FY2012  levels  of  473,244  and  467,524  respectively. 


Citywide  Performance  Measurement  Program 


Program  Overview 

The  Controller's  Office's  Citywide  Performance  Measurement  (PM)  Program  strives  to  increase  the  use 
of  performance  measurement  in  order  to  improve  the  efficiency  and  effectiveness  of  City  government. 

Through  a  citywide  database  called  the  Performance  Measurement  System  (PM  System),  all  48  City 
departments  track,  analyze,  and  report  performance  data.  The  Controller's  Office  began  collecting 
performance  data  in  2000,  and,  as  mandated  by  voters  in  Proposition  C  (2003),  uses  this  information  to 
assess  the  efficiency  and  effectiveness  of  City  services. 

Program  Highlights  (FY  2012-13) 

In  FY  2012-13,  the  Performance  Measurement  Program: 
Updated  the  format  of  the  Government  Barometer 

•  Improved  readability  and  presentation  of  data. 

•  Created  an  online  version  of  the  Government  Barometer,  http://sfgovbar.weeblv.com/,  an 
interactive  website  that  allows  users  to  view  trends,  adjust  timelines,  and  build  their  own  charts. 

Increased  efforts  to  improve  content  quality 

•  Completed  a  follow-up  to  the  prior  years'  validation  efforts;  reviewing  performance  measures  from 
the  34  departments  with  data  that  was  found  to  be  invalid  in  prior  validation  efforts. 
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•  Developed  an  action  plan  to  resolve  data  accuracy  issues,  identifying  program-wide  challenges  and 
corresponding  action  items  for  both  department  staff  and  PM  program  staff  to  take  in  order  to 
improve  data  quality. 

Continued  reporting  of  performance  measurement  data 

•  Collected  performance  measure  data  from  all  departments  for  inclusion  in  the  Mayor's  Budget  Book 
and  the  Comprehensive  Annual  Financial  Report. 

•  Continued  to  develop  new  uses  and  visualizations  of  performance  measure  data  for  the  Mayor's 
Office.  Data  can  be  used  to  support  more  informed  policy  and  management  decisions. 

•  Participated  in  the  Controller's  Office  Benchmarking  Reports  assisting  in  the  completion  of  reports 
on  Jail  Populations  and  Library  Services. 

Recognized  for  superior  performance  management  efforts  with  a  Certificate  of  Excellence  from  the 
ICMA  Center  for  Performance  Measurement. 

Program  Goals  (FY  2013-14) 

In  FY2013-14,  the  Performance  Measurement  Program  seeks  to  improve  public  reporting,  data  quality, 
and  customer  service  to  PM  System  department  users. 

Specific  initiatives  include: 

•  A  follow-up  to  the  reviews  of  performance  measures  validated  from  FY2011  to  FY2013.  The  follow- 
up  will  be  focused  on  the  relevancy  and  usefulness  of  performance  measures.  The  Performance 
Measurement  team  will  work  with  departments  to  achieve  the  two  following  objectives: 

■  Assess  current  measures  to  develop  more  complete  and  meaningful  measure  sets. 

■  Remove  measures  that  are  no  longer  needed  for  decision  making  or  public  transparency 
purposes. 

•  System  updates  to  improve  the  process  for  and  way  that  departments  report  performance  data  to 
the  Controller's  Office. 

•  Work  with  departments  to  create  customized  reports  using  performance  data  for  use  by  Mayor's 
Office  to  improve  policy  and  management  decision  making. 

•  Providing  support  to  departments  that  plan  to  revise  their  measures  or  to  undertake  new 
performance  measurement  initiatives. 

Citywide  Performance  Measurement  Program  Team: 

Peg  Stevenson,  Director 

Kyle  Burns,  Project  Lead 

Sherman  Luk,  System  Lead 

Jennifer  Tsuda,  Senior  Performance  Analyst 

Wylie  Timmerman,  Senior  Performance  Analyst 

Celeste  Berg,  City  Hall  Fellow 

Faran  Sikandar,  City  Hall  Fellow 

Jeff  Pera,  System  Manager 

Howard  Murayama,  System  Analyst 

Connie  Chu,  System  Analyst 

Mildred  Zaragoza,  System  Analyst  Department 

Performance  Measurement  Staff 
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Contact  information: 

To  learn  about  the  PM  Program,  please  visit  the  Controller's  Office  website  at 
ww/v\/.sfgov.org/controller/performance.  Features  of  the  website  include: 

•  Information  about  performance  measurement; 

•  Various  reports  and  datasets  that  include  performance  measurement  information; 

•  Related  performance  measurement  activities  in  San  Francisco; 

•  Links  to  other  jurisdiction  performance  measurement  programs,  resource  organizations,  and 
publications;  and 

•  Contact  information  for  the  performance  measurement  team. 

For  employees  of  the  City  and  County  of  San  Francisco,  resource  materials  are  available  for  creating  and 
improving  performance  measures  within  a  department. 

For  general  information,  please  contact  a  member  of  the  PM  Program  at  performance.con@sfgov.org. 
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Appendix  A:  Performance  Measurement  Background  

The  PM  System  contains  performance  measures  from  all  48  City 
departments.  Many  different  types  of  performance  measures  are 
recorded  in  the  PM  System,  including  input,  output,  efficiency,  and 
outcome  measures.  Departments  are  encouraged  to  report  on  a 
range  of  measures,  with  an  emphasis  on  outcome  and  efficency 
measures. 

Exhibit  1  defines  the  types  of  performance  measures.  Reporting  on  a 
mix  of  these  types  of  measures  inform  operational  decisions  within 
departments  and  increase  the  public's  understanding  of  the 
department's  activities,  mission,  and  priorities. 


^^^^^H  Types  of  Performance  Measures 

Measure  Type 

Definition 

Input 

Resources  expended  to  produce/deliver  services  and  products 

Output 

The  products  and  services  delivered,  the  amount  of  work  completed  within  the 
organization  or  by  its  contractors 

Efficiency 

Unit-cost  ratio  (output  per  unit  of  input) 

Outcome 

The  results,  benefits,  or  impacts  of  a  program  or  activity  on  the  customers  or 
public  they  serve 

Benchmark 

Standard  against  which  performance  can  be  compared  (historical,  industry 
standard,  similar  jurisdictions,  best  practices,  etc) 

Customer  Service 

Measures  that  report  on  customer's  experience  working  with  departments 
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and  Process  The  PM  Progrann  collects  data  through  a  web-based  Cognos  business 

intelligence  platform  (PM  System)  that  is  integrated  with  the  budget 
preparation  system  to  form  the  Budget  and  Performance 
Measurement  System  (BPMS).  BPMS  is  a  first  step  toward 
integrating  budget  planning  and  performance  measurement  data. 

The  PM  System  contains  over  1,000  performance  measures  for  the 
City's  departments.  For  each  department,  the  PM  System  includes 
detailed  information  on  programs,  goals,  measures,  measure 
definitions,  data  sources,  data  collection  methodologies,  and  other 
explanatory  detail.  Many  of  the  measures  tracked  in  the  PM  System 
include  more  than  five  years  of  historical  data. 

Departments  enter  data  into  the  PM  System  twice  a  year;  in  March 
to  report  updated  current  year  data  and  targets  for  the  next  two 
budget  years,  and  in  September  to  report  final  year-end  data  for  the 
previous  fiscal  year.  One  hundred  and  eighty  three  users  currently 
have  access  to  the  PM  System. 

Performance  data  are  used  for  various  purposes  at  both  the 
department  and  citywide  level,  including  department  management, 
reporting  for  the  annual  budget  process  (including  publication  of 
select  measures  in  the  Mayor's  Proposed  Budget),  Government 
Barometer,  Comprehensive  Annual  Financial  Report  (CAFR),  and 
hearings  for  the  Board  of  Supervisors. 

The  Controller's  Office  provides  training  to  PM  System  users  before 
each  semi-annual  data  collection  cycle.  The  training  program  focuses 
on  what  data  is  required,  how  to  use  the  PM  System,  and  evolving 
thinking  on  how  to  develop  good  performance  measures,  such  as 
having  an  appropriate  mix  of  efficiency  and  outcome  measures, 
reliability,  alignment  with  organizational  mission  and  objectives,  and 
usefulness  to  managers  and  policymakers. 
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Appendix  B:  Department  Performance  Measures  

This  report  lists  all  current  performance  measures  for  ail  City 
departments  in  Appendix  B,  Including  actual  values  for  FY  2011-12 
through  FY  2012-13  and  target  values  for  FY  2013-14  and  FY  2014- 
15,  sorted  by  department,  program,  and  goal. 

To  prepare  this  report,  the  Citywide  Performance  Measurement 
Program  used  performance  data  supplied  by  City  departments. 
Although  the  PM  Program  has  reviewed  the  data  for  overall 
reasonableness  and  consistency,  the  departments  are  responsible 
for  ensuring  that  performance  data  is  valid  and  complete. 

Note  that  data  Is  not  available  ("n/a")  for  some  measures  where: 

•  Data  comes  from  an  external  source  and  was  not  available  in 
time  for  the  report; 

•  Data  is  collected  less  often  than  annually; 

•  Measures  are  new  and  data  has  not  yet  been  collected; 

•  Measures  are  old  and  are  awaiting  deletion;  or 

•  The  department  simply  did  not  complete  their  data  entry  in  time 
for  this  report. 


Performance 
Measure  Summary 
Data 
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City  Services  Performance  Measure  Report  -  Citywide  Performance  Measurement  Program 

Office  of  the  Controller 


Department/Commission 

uepaniTicni 
Code 

iMUmDcr  OT 
Measures 

Mppenaix  d 
Paae  Number 

Academy  of  Sciences 

oCI 

2.6 

1 

Administrative  Services 

AUM 

CO 

•J 

o 

Adult  Probation 

AUr 

o4 

A 

y 

Airport 

A  ID 

AIK 

lo 

1o 

Arts 

A  DT" 

AK 1 

^  ~r 
\  I 

1 5 

Asian  Art  Museum 

A  A  ^/l 
AAM 

"7 
/ 

1  1 

Assessor/Recorder 

A  OD 

AoK 

IB 

Board  of  Appeals 

DAD 

rAb 

4 

•1  Q 

iy 

Board  of  Supervisors 

BOS 

1  1 

OA 

20 

Building  Inspection 

Ud! 

O-l 

oo 
22 

Child  Support  Services 

Uoo 

'I  "1 

O/l 

24 

Children  and  Families 

iy 

oc 
25 

Children,  Youth  &  Their  Families 

^1  1  [~ 
Unr 

-1 1 

07 

2/ 

City  Attorney 

^  A  T 

CAT 

17 

30 

City  Planning 

CrC 

■1  Q 

1o 

oo 
32 

Civil  Service 

D 

oc 
35 

Controller 

oc 
3o 

District  Attorney 

r\  AX 

DAT 

12 

oo 
39 

Economic  and  Workforce  Development 

tCN 

O/l 

An 
40 

Elections 

Kto 

22 

/lO 

42 

Emergency  Management 

UtM 

Ol 

A  A 

44 

Environment 

cNV 

18 

46 

Ethics 

b  1  H 

Q 
0 

A  Q 

48 

Fine  Arts  Museum 

C  A  Ail 

rAM 

•1  <*k 

10 

49 

Fire 

rlR 

28 

CA 

50 

Health  Services  System 

Hob 

"1  7 
1  / 

CO 

53 

Human  Resources 

HKU 

■1  Q 

18 

cc 
55 

Human  Rights 

HKC 

6 

CQ 

58 

numan  oervices 

LJC  A 

MoA 

7n 
/U 

CO 

59 

Juvenile  Probation 

II  i\  / 

JUV 

25 

cc 
65 

Law  Library 

1  1  D 

LLd 

3 

CA 

69 

Mayor 

MYR 

20 

7A 

70 

Municipal  Transportation  Agency 

h  ilT  A 

MTA 

oo 

28 

72 

Police 

POL 

28 

75 

rOrt 

PPT 

PRT 

18 

77 

Public  Defender 

pr\p 
PUR 

16 

■7A 

79 

rubiic  Health 

DPH 

45 

81 

ruDiic  Liorary 

1  ID 

Lib 

5D 

QC 

85 

rUDIIC  Utilities 

PI  if^ 
PUC 

CA 

50 

AO 

92 

Public  Works 

r\pi  A/ 

DPW 

oo 

28 

97 

Recreation  and  Parks 

PC^ 

REC 

33 

100 

Rent  Arbitration  Board 

RNT 

7 

103 

Retirement  System 

RET 

5 

104 

oheriiT 

SHF 

33 

105 

Rtatii^  nf  \A/nmpn 

WDM 

VV^h^lVI 

1  o 

Technology 

TIS 

11 

110 

Treasurer/Tax  Collector 

TTX 

16 

111 

War  Memorial 

WAR 

11 

113 

Total 

1023 
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